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Unit I

1. Explain the role of customer loyalty grid in

creating customer loyalty.

2. Discuss the objectives and benefits of analytical

CRM.

Unit II

3. What factors determine the success and failure

in the implementing of a Sales force automation

process.

4. Discuss the different components of Data ware-

house.

Unit III

5. Identify the reasons and prospective

implications of CRM Hotel Industry.

6. Write short notes on the following :

(a) Building Blocks of CRM Programme

(b) Customer Purchase Process.

Unit IV

7. Write a detailed note on Enterprise Marketing

Management.

8. Write short notes on the following :

(a) Key Performance Indicators

(b) Latest Development in CRM.
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